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Frequently Asked Questions 
Registration 
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Which data points from Jenark migrate to TownSg automatically via the integration? 

TownSq integrates with Jenark through the Association entity code to display resident data in the TownSq Portal. 
This information includes, OWN co-resident type, move in/move out updates, one-time sync owner emails, and 
real-time access to the account ledgers. 


What is the owner registration process? 

Owners with an email address on file will automatically receive an email invitation with an “Access Now” button 
that will take them straight to creating a password to then access the portal. If an owner's email information is not 
in Jenark during the initial launch, they will have the option to complete a manual registration process by entering 
the property zip code and account number (Jenark) via https://app.townsg.io/registration/account-number. 


Can a resident email address be updated in TownSq? 

Yes, the owner can modify their email address through the resident profile settings within TownSq or 
Management can edit the email via the resident's profile. However, should the new email already be associated 
with another user account or if the email in Jenark was mistakenly attributed to the wrong owner, you will need to 
submit a request to the Resident Services Department via the Ticket Submission Form and select Jenark 
Updates as the category for assistance. Once the email address is corrected, the resident will be able to access 
their account by utilizing the "Forgot my password" option. 

Keep in mind that if the email is updated in Townsg, Management will also need to make the update to Jenark. 


Can Management directly swap the email addresses in Jenark to rectify owner registration? 

No, it is advised against swapping email addresses directly in Jenark. Doing so may impact the AutoPay setup 
for residents already enrolled. To avoid any potential disruptions, it is crucial to follow the proper procedure 
outlined above and seek correction through Resident Services. 


If an owner is not found in TownSq after launch, can Management manually create the owner's user 
profile in TownSq? 

No, Owner type users cannot be manually created in TownSq. The owner must exist in Jenark with an OWN 
type. This ensures that their access and permissions are correctly configured, allowing them real-time access to 
their account ledger. 


How does Management troubleshoot an owner having difficulty with the registration process? Follow 

one of the below accordingly: 

e Owner Did Not Receive Email: If the owner’s email exists in Jenark at the time of launch, advise them to 
check their spam/junk/promotions folders, as sometimes TownSq emails may land there or search for an 
email from noreply@townsg.io. You can also resend the registration email from the Residents tab in the portal. 

e Confirm Resident Type: If the owner does not appear under Residents, confirm that the resident type is 
correctly listed as “OWN” in Jenark and guide them to the manual registration process. 

e No Email on Record: If the owner’s email was missing at the time of launch, they can complete the manual 
registration process or Management can add the email to Jenark and await the overnight sync for the owner 
to receive the registration link. 

e Other Owner Email: If the email is associated with a different owner within the same address in Jenark, 
please do not update Jenark and only submit a ticket to Resident Services via the Ticket Submission Form 
and select Jenark Updates as the category. 

e Linking Multiple Accounts: Owners with multiple properties should use the “Linking Multiple Accounts” 
feature outlined under the Documents tab and TownSq Tutorials category. Ensure that the email address is 
consistent across all accounts for successful linking. If different emails were used in Jenark, submit a ticket to 
Project Management Office and select TownSg Rollout via the Ticket Submission Form for assistance. 
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Frequently Asked Questions 
Features 


Which standard features are automatically included in TownSq portal upon Saai request? 
All configurations will include Resident Directory, News & Events, Requests, Messages, Surveys, Forum 
(BOD access only), Documents and Assignments. 


Does TownSq offer other additional features? 

Yes, Access Control, Reservations, Custom Fields, and Pet Registration are additional features available upon 
request. While these features are included in our standard technology package, they are typically provided to 
sites with specific needs, such as amenity reservation management or guard-gated communities, or onsite pet 
registration tracking. 


Which privacy settings can a unit owner adjust in their profile to remain hidden from the Resident 
Directory? 

Address, phone number, and email are privacy settings that can be hidden from the Resident Directory view. By 
default, the privacy settings are disabled. Management can instruct the owner to the Documents tab and TownSq 
Tutorials category for the job aid to complete this action. Please note that only the resident can update these 
settings through their profile and not Management. While this information will be hidden from other residents 


both Management and the specific resident can see all information. 


Can an owner update their name in the Residents tab? 

No, owners nor Management can change the name of an owner. That must be done in Jenark through the 
Warranty Deeds process. However, an owner does have the ability to add a “Preferred Name’ within their Profile 
Settings. By entering a preferred name, this name will be shown in the Residents tab, keeping their business 
name or legal name hidden from other residents. While this information will be hidden from other residents, both 


Management and the specific resident will still see their deeded name within TownSq. 


Can Management send a test Announcement prior to distributing it to residents? 
Yes, Management may create an announcement and make it visible only to the “Manager” group for them 
preview communication before distributing to residents or other groups. 


Can Management arrange a later delivery date for an announcement or set a reminder for it? 
While delay delivery is not an available feature, Management can set a reminder to send the announcement ona 
specific date. 


Can Management send Announcements targeted to a specific group? 

Yes, Announcements (communication) under News & Events can be sent a selected group (i.e. Board Members) 
by toggling on “Notify residents” and “Visible to specific groups” then select the group or groups you wish to send 
to. 


Can Management create additional groups to expand their selection of communication channels? 
Yes, Management can manually create additional groups. This process involves adding or removing users as 
needed. It’s important for Management to also configure the appropriate permission settings for each group to 
ensure users have the correct level of access to various features. 


Can Management process a Work Order request in TownSq? 

Yes, Management can handle work order requests through the "Assignments" feature. This feature allows 
Management to assign specific tasks to other teammates or a specific group with access to TownSq, such as 
Maintenance. Additionally, Management can toggle on “Visible to residents” offering residents to stay informed of 
pending work being done at the property (i.e. street lightbulb out). 
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Frequently Asked Questions 
GRID Web Migration  !7=—/- 


Will distribution groups in GRID automatically transfer to TownSq? 
No, any custom groups will have to be manually created and maintained by onsite Management except for 
the owner group. The owner group will update automatically nightly through the Jenark integration. 


Is Official Correspondence tracking an available feature within TownSq? 
No, official correspondence opt-ins are not tracked within TownSq. 


Will Maintenance Requests in GRID automatically transfer to TownSq? 
No, any open maintenance requests in GRID must be manually transferred to TownSq by Management via 
the Requests or Assignments (depending) feature within calendar 30 days of launch. 


What TownSq feature is equivalent to GRID’s Resident Directory? 

In TownSq, "Residents" serves as a directory where residents can showcase their desired preferences. 
Residents have the option to customize what they wish to display in the directory through their profile 
settings. For reference, the resident and Management will always see their full details even if they turn off 
the feature in the profile settings. 


What TownSq feature is equivalent to GRID’s Mass Communication? 

TownSq “News and Events” is where Management will create announcements. You can set your audience 
by selecting specific groups or send to all. Owners that are not yet registered but are within TownSq will still 
receive the communication to their email address. This tool allows Managers to incorporate images, 
hyperlinks, and attach up to seven files. Notifications for these communications can be configured to alert 
residents via email by enabling “notify residents” and/or schedule reminder on set date. 


